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The year at a glance
Table 1: Snapshot of activity in 2006-071

Passenger and crew arrivals and departures 24 300 000

Total Visitor visas granted offshore2 3 627 803

Electronic Travel Authority granted 2 892 904

Working Holiday Maker visas granted 130 106

Student visas granted 228 592

Temporary residents (other) granted 132 761

Migrants 148 200

Humanitarian Programme visas granted 13 017

New citizens by grant, descent and resumption 169 123

Number refused immigration clearances at airports 1 388

Number refused immigration clearances at seaports 290

Number of unauthorised boat arrivals 133

Estimated number of visa overstayers at 30 June 2007 46 500

Examples of client contact 

Calls to Sydney and Melbourne Contact Centres 1 758 222

Scheduled appointments onshore 167 759

Total number of people taken into immigration detention during 2006-07 4 718

Illegal foreign fishers included in total numbers taken into detention 1 437

Visa overstayers included in total numbers taken into detention 1 797

People in immigration detention at 30 June 2007 441

Including illegal foreign fishers 15

Including visa overstayers or breached visa conditions 363

Litigation 

Number of matters resolved 4 500

Percentage in favour of minister 94

Total staff at 30 June 20073 7 687

National Office (Canberra) 2 881

New South Wales 1 329

Victoria 917

Queensland 410

South Australia 415

Western Australia 429

Tasmania 128

Northern Territory 55

ACT and Regions 91

Overseas (A-based employees) 163

Overseas (Locally engaged employees) 869

Number of overseas posts 68
Rounded numbers may differ from numbers appearing elsewhere in the report.1.	
This is inclusive of Electronic Travel Authority grants.2.	
Includes locally engaged staff administered by the Department of Foreign Affairs and Trade3.	
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The purpose of the Department of 
Immigration and Citizenship is to enrich 
Australia through the well managed entry 
and settlement of people. 

By this measure, the 2006‑07 reporting 
year was one of the more successful in the 
department’s 62-year history. This success 
included the delivery of the largest ever 
skilled migration programme. These new 
residents will have a positive impact on skill 
shortages in the Australian economy for 
many years to come, assist in smoothing 
the impacts of demographic change and 
contribute to our rich cultural diversity. 

The department also made significant 
progress in key initiatives such as the 
implementation of the citizenship test, 
reforms to the subclass 457 skilled 
temporary visa and in developing a major 
package of reforms to the General Skilled 
Migration programme.

This was in addition to the ongoing work in 
delivering our programmes in the areas of 
permanent migration and temporary entry, 
refugee and humanitarian entry, citizenship, 
multicultural affairs, settlement, border 
security, immigration compliance and 
immigration detention.

The department’s financial resources were 
strained during the year and we are working 
closely with relevant central agencies on 
that issue.

Over the year, the more than 7000 staff of 
the department continued to work across 
our 95 locations and varied functions to the 
three strategic themes of: 

being an open and accountable •	
organisation

having fair and reasonable dealings  •	
with clients

having well-trained and supported staff. •	

The business and cultural transformation 
initiated in 2005 following the release of the 
reports by Mr Mick Palmer AO APM and 
Mr Neil Comrie AO APM, the 
Commonwealth Ombudsman and the 
Auditor-General, continued to gather pace 
and show positive results. A range of 
tools and capabilities are now in place to 
support the future good governance and 
administration of the department. These 
include strengthened capability in business 
planning, governance, budgeting and 
resource allocation, quality assurance, risk 
management, internal audit, information 
technology, stakeholder engagement, 
decision‑making, training, values, 
leadership and communication.

Significant progress was made with rolling 
out the Systems for People business 
transformation programme, see page 13.

In this review, I will sketch out a few of the 
highlights and key developments that 
I consider to be of particular importance. 

The secretary’s review
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Commonwealth and Immigration 
Ombudsman’s reports on the 247 
referred cases
In mid-2005, in light of the Palmer and 
Comrie inquiries into the detention of 
Cornelia Rau and Vivian Alvarez Solon, 
the government referred 247 cases which 
may have involved wrongful detention 
to the Commonwealth and Immigration 
Ombudsman for review.

During 2006 the ombudsman provided 
reports on two individuals – Mr T and  
Mr G – and two thematic reports on:

mental health and incapacity •	

children in detention.•	

In June 2007 the ombudsman completed 
his review and provided his final thematic 
reports to government on 2 July 2007. 
These thematic reports covered:

detention process issues•	

data problems•	

notification issues•	

other legal issues.•	

These reports relate to cases in the period 
from the late 1990s to 2005 where the 
department did or may have wrongfully 
detained individuals. The ombudsman 
has supplied individual assessments to 
the department, which are being reviewed 
in order to provide a remedy including 
compensation, where appropriate. The 
ombudsman found that almost all of the 
247 referred cases were affected by legal 
and factual errors.

The department has agreed with nearly all 
of the recommendations contained in the 
reports, which expand upon similar issues 
identified in the Palmer and Comrie reports. 
The findings and recommendations are 
being addressed through a major reform 
programme across the department.

I and my predecessor have apologised fully 
and frankly for those mistakes, as well as 
making other reparations, with more to be 
done. We have worked closely with the 
ombudsman and his office over the past 
two years to ensure appropriate changes 
are made to our systems and processes. 
I am pleased to note the ombudsman’s 
acknowledgements of the progress 
my department is making in its reform 
process and thank him for his support and 
assistance.

In June 2007, we released a public update 
– Palmer report: two years of progress – 
on our reform process. I emphasise that 
no aspect of the department’s operations 
or people has been untouched in the 
transformation.

At 30 June 2007, the compensation 
case and reparation in the matter of the 
detention of Cornelia Rau were yet to be 
settled between all parties. The department 
expended substantial effort during the 
year to advance the settlement fairly and 
reasonably, in line with our obligation to act 
as a model litigant.

New ministers and change of name
On 30 January 2007, the Honourable 
Kevin Andrews MP was appointed as 
Minister for Immigration and Citizenship, 
with the Honourable Teresa Gambaro MP 
appointed as Parliamentary Secretary 
and subsequently appointed in March 
as Assistant Minister for Immigration and 
Citizenship. The department has sought 
to support the new ministers and respond 
quickly and appropriately to their preferred 
direction and approaches, including a 
new emphasis on Australian citizenship as 
the culmination of the migration journey. 
The department’s name changed, but 
the responsibilities of the department 
as described in the Administrative 
Arrangements Orders were unchanged.
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Border security
Significant developments continued to 
occur in strengthening our border security 
systems, as a key element of administering 
effective migration programmes that will 
continue to receive the support of the 
parliament and the community. 

These included improvements to the 
administration of the Movement Alert 
List which is the department’s principal 
electronic alert system, and improving 
identity security through the Document 
Verification Service.

Preparations for the introduction of 
the Maritime Crew visa on 1 July 2007 
were completed with the passage of 
enabling legislation and the development 
of necessary support systems and 
capabilities. This visa, which becomes 
mandatory on 1 January 2008, will allow 
security checks to occur before crew are 
granted a visa to enter Australia and was  
a joint initiative with the Australian  
Customs Service. 

The department continues to play a key 
role in whole-of-government strategies to 
prevent people smuggling. These strategies 
have reduced the number of people illegally 
arriving in Australia by boat. In the reporting 
period, however, there were a number of 
unauthorised boat arrivals including, in 
February, the arrival of 83 Sri Lankans off 
Christmas Island. These people did not 
have proper documentation. Eighty-two of 
the Sri Lankans were subsequently moved 
to Nauru, to have their claims for protection 
assessed, and one was transferred to Perth 
to receive medical treatment. The coronial 
inquest into the tragic loss on 15 October 
2005 of those aboard the Immigration 
Response Vessel Malu Sara commenced 
on Thursday Island in April 2007 and was 
unresolved at the end of the reporting year. 
The department continues to cooperate 
fully with the coroner and other agencies 
such as Comcare.

Migration programme
During 2006-07 the department granted 
migration visas to 148 200 people, with 
more than 66 per cent being skilled 
migrants and their dependents. 

The department also developed a major 
package of reforms to General Skilled 
Migration including giving greater emphasis 
to skilled work experience, an increase 
in the threshold requirements for English 
language proficiency and rationalisation of 
the visa structure. The reforms will improve 
even further the ‘job readiness’ of people 
coming to Australia under the General 
Skilled Migration visa classes.

During 2006-07, 46 680 visas were granted 
to principal applicants under the Temporary 
Business (Long Stay) subclass 457 visa 
programme, possessing identified skills to 
address current skills shortages in Australia.

Considerable work was undertaken 
to develop reforms to improve the 
effectiveness, fairness and integrity of 
the Temporary Business (Long Stay) visa 
(subclass 457). The department has taken 
a more targeted approach to monitoring 
compliance by subclass 457 sponsors with 
their sponsorship undertakings.  
In June 2007, the Migration Amendment 
(Sponsorship Obligations) Bill was 
introduced into parliament, to provide 
tougher penalties for employers who do not 
abide by their sponsorship obligations. 

An English language requirement will 
enable subclass 457 visa holders to more 
readily raise occupational health and safety 
concerns and be aware of their rights and 
obligations.
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Refugee and humanitarian 
programmes
Australia continues to make an outstanding 
contribution to the resolution of world 
refugee problems through its Humanitarian 
Programme. Our offshore humanitarian 
resettlement programme continues to rank 
in the top three such programmes in  
the world.

During the reporting year, 13 017 visas 
were granted under our Humanitarian 
Programme with 11 186 of these granted 
under the offshore component. Our offshore 
resettlement activities took place in some of 
the most troubled regions of the world, with 
our intake coming from Africa, Asia and the 
Middle East.

I am particularly pleased that 980 visas 
were granted under our Woman at Risk 
programme, exceeding our nominal target 
and achieving the second highest intake of 
this particularly vulnerable group since the 
inception of this programme.

As part of a 16-agency Interdepartmental 
Committee, the department made a major 
contribution to reviewing and improving 
support for recently arrived humanitarian 
entrants. This work culminated in a 
comprehensive package worth more than 
$200 million over four years, announced in 
the May Budget. The department is one of 
six agencies funded through this measure 
to support people in the critical early weeks 
after arrival. 

Australian citizenship, integration 
and cultural diversity
A record number of 169 123 people 
became Australian citizens by grant, 
descent and resumption in 2006-07.

Among many other highlights, the 
department finalised several years’ work on 
major reform to citizenship legislation, which 
saw the Australian Citizenship Act 1948 
replaced by the Australian Citizenship Act 
2007 on 1 July 2007. 

A Citizenship Test and Values Statements 
Taskforce was established to develop and 
implement a formal citizenship test, with 
the intention of ensuring migrants have the 
capacity to fully participate in the Australian 
community as citizens.

The department continued to coordinate 
the implementation of the National Action 
Plan to Build on Social Cohesion, Harmony 
and Security, in consultation with the 
community and Commonwealth, state and 
territory government agencies. Through the 
National Action Plan, the department played 
a key role in supporting practical solutions 
to counter isolation and marginalisation 
and engaged the Australian community in 
better understanding issues arising from 
Australia’s cultural and religious diversity.

The Living in Harmony programme 
promotes Australian values including 
respect, community participation and 
a sense of belonging for everyone. 
Participation in Harmony Day grew in 2007 
with more than 400 000 Australians taking 
part across the country. 

Client service
As part of the department’s cultural and 
business transformation, a number of 
initiatives have commenced under the 
Client Service Improvement Programme, 
launched in June 2006. The four elements 
of the programme are ‘our presentation’, 
‘hearing you’, ‘helping you’ and ‘our 
commitment’.

These include the establishment of a 
framework for regularly surveying clients, 
an expansion and review of our domestic 
and overseas contact centre network 
and the establishment of a Performance 
Management Committee to monitor the 
performance of our service delivery network 
and drive the adoption of better practices. 
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We conducted our first organisation-wide 
client satisfaction survey in the second half 
of the reporting year and I am pleased to 
note more than 80 per cent of the almost 
4000 respondents were satisfied with the 
service provided by the department.

We have also centralised our client 
feedback and complaints management 
in the Global Feedback Unit based in 
Melbourne. This includes improved 
computer support and ensures we have 
a clear picture of themes, trends and 
systemic issues as they emerge across the 
service delivery network. 

There has been a significant increase in the 
number of compliments received, especially 
relating to staff attitude. For example, one 
client indicated that the response she 
received to her feedback is ‘the perfect 
example of the new, positive, direction that 
the department is heading into’.

This work reflects our goal to get things 
right – first time and every time. The test  
of a client service organisation is not  
that mistakes are never made, but how  
we respond to our mistakes and learn  
from them.

To instil and reinforce a culture of 
excellence in our service delivery staff, I 
have instituted a regular Award for Client 
Service Excellence. The number and quality 
of nominations from our service delivery 
network for this award is always impressive.

Importantly for our vulnerable clients, the 
National Case Management Framework 
is now in place, with a network of about 
50 case managers providing an holistic 
approach to managing clients with complex 
circumstances or who are considered to 
be vulnerable. For example, every person 
in immigration detention has a dedicated 
case manager to achieve the appropriate 
immigration outcome as quickly as possible.

The Community Care Pilot provides 
services to departmental clients who have 
complex needs and/or are considered to be 
vulnerable in the community. The 12 month 
pilot commenced in May 2006 in Sydney 
and Melbourne and an announcement was 
made, as part of the May 2007 Budget, 
that the pilot would be continued and 
extended to Queensland. 

Immigration compliance  
and detention
In 2006-07 the department made significant 
progress on compliance business 
transformation to support the integrity of 
departmental programmes. This included 
a shift in focus towards a balance of 
prevention, deterrence and enforcement 
activities as reflected in the Compliance 
Programme Plan 2006-07.

This new focus is supported by enhanced 
training and procedures for the national 
compliance network. 

Significant reforms were made to our 
approach to onshore detention, with a 
new strategy providing a sound base for 
onshore detention for the foreseeable 
future. We now have in place flexible 
arrangements, including accommodation 
and services, to meet the forecast demand 
for the next 10 years. 

At 30 June 2007, 441 people were in 
immigration detention, representing 
a significant decrease of 41 per cent 
since the start of the reporting year. 
The introduction of alternative detention 
arrangements meant that of the 441 people 
in immigration detention at the end of the 
year, 65 were accommodated in community 
detention and 34 were living elsewhere, 
such as in foster care, private apartments, 
correctional facilities or hospitals. 
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Substantial improvements to the detention 
centres were made over the year with 
the continuation of alternative detention 
arrangements such as residential 
community options for people assessed  
as having various degrees of risk.  
A highlight of the year was the release of 
the request for tender for detention services 
to immigration detention centres and health 
care services. These tenders showcase 
our revised approach to detention services, 
involving a new service delivery model with 
a range of services tailored to the different 
circumstances for people in detention. 

Ongoing business and cultural 
transformation
At the beginning of the reporting year,  
I launched The DIMA Plan 2006-07, which 
sets out our high-level strategic priorities, 
appropriate values, leadership behaviours 
and performance focus. It became the 
framework for all our cascading business 
unit and workgroup planning. In the plan 
we articulated the key values we work to, 
in addition to the Australian Public Service 
(APS) values. These additional values 
include teamwork, service excellence, 
respect, openness and a commitment to 
delivering government policy in a fair and 
reasonable way. A successor plan – The 
DIAC Plan 2007-08 – was launched in  
mid-2007.

Our Immigration Dilemmas: Ethics, APS 
values and Leadership (IDEAL) package 
was developed under the auspices of our 
Values and Standards Committee and with 
the support of the Australian Public Service 
Commission. This management tool  
forms the basis for putting the APS  
and departmental values into practice  
and implementing a culture of ethical 
decision-making.

The establishment of the College of 
Immigration in July 2006 was a significant 
achievement in addressing the learning and 
development needs of our compliance, 
border security and detention staff. 

The department’s internal and external 
communications programme within  
the National Communications Branch 
boasts a strong skill-set of public affairs 
officers, graphic designers, video/audio 
producers and account managers. 

The department’s Communication 
Framework 2007-08 was introduced, 
as well as a new departmental brand 
which has been rolled out progressively in 
publications, offices, on websites and in all 
public documentation. 

The branch was responsible for the 
introduction of a new monthly video 
news programme web streamed to staff 
computer desktops, as well as the delivery 
of a range of new digital products including 
all-staff addresses, training videos and 
corporate presentations.

International events and responses
Our international engagement is 
increasingly important as population flows 
and other global trends and influences 
gather pace. During the year we enhanced 
our engagement at global, regional and 
bilateral levels. Particular highlights were  
the former minister attending the UN 
High Level Dialogue on Migration and 
Development in New York in September 
2006, our hosting of the Four Country 
Conference involving senior representatives 
from Canada, the United Kingdom and 
the United States of America, and our 
contribution to whole-of-government 
international counter-terrorism efforts.

The visit of Minister Andrews to Indonesia 
in May 2007 culminated in enhanced 
cooperation with Indonesian authorities on 
a broad range of immigration matters and 
border security. The minister also met with 
UNHCR and IOM representatives and was 
able to announce a package of measures 
to support intercepted asylum seekers in 
Indonesia.
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During the year, the department contributed 
to the whole-of-government response to 
a range of international crises, including 
the evacuation from Lebanon. These 
crises and our involvement following the 
Jogjakarta plane crash in March 2007 
demonstrated the very strong commitment 
of staff to their work and their willingness 
to go well beyond normal expectations of 
duty. I thank the many staff involved for their 
extraordinary efforts.  

Significant international events receiving 
departmental support included the Pan 
Pacific Masters Games at the Gold Coast, 
the G‑20 meetings in Melbourne and the 
12th FINA World Swimming Championships 
and various APEC meetings through the 
introduction of an APEC travel authority. 
These were facilitated by the department’s 
International Event Coordinator Network 
tasked with promoting Australia as a 
destination for major events and facilitating 
the issue of visas to event participants. 

Well-supported staff
Our staff work in 95 locations, including 
more than 1000 staff in 68 overseas posts.
Sixty-two per cent of our staff are female 
and more than 15 per cent have declared 
they are from a non-English speaking 
background. Around 20 per cent have 
worked for the department for more than 
10 years and 35 per cent for two years  
or less.

A major staff survey was conducted in  
May 2007, following on from a similar 
survey in December 2005. The results of 
the most recent survey were still being 
analysed and released to our staff at the 
end of the reporting year. Initial results show 
the department’s staff are highly dedicated 
and committed to the organisation’s 
purpose and values. The level of this 
dedication goes well beyond the public 
service norm. 

Areas identified for further improvement 
included aspects of the leadership provided 
by the Senior Executive Service and in 
reducing work pressures and clarifying 
roles. Developing our leadership capability 
remains a strong focus of our cultural 
transformation, and we are working 
to address the areas for improvement 
highlighted in the survey, including 
through the launch of a new Performance 
Management Framework.

The Collective Agreement for 2007-10 was 
concluded in April with a ‘Yes’ vote of more 
than 90 per cent. The agreement includes 
significant business improvements and lays 
the platform for the future of our workforce 
in a climate of increasing skills shortages 
and demographic change.

Feedback
I should like to quote from the media 
release accompanying the reports issued 
by the Commonwealth Ombudsman on 
the 247 cases referred to him in 2005 and 
2006. The ombudsman commented  
‘...that DIAC has been working to address 
many of the issues identified in these and 
other reports for the past two years and is 
making significant headway in the process 
of reform’.

I was also delighted that the department 
won the award for the online version of 
our annual report for 2005-06. These 
awards are an initiative of the Institute of 
Public Administration Australia and are 
adjudicated by independent judges from 
outside the public service. We were also 
placed in the top seven finalists for our 
printed annual report. I was pleased to have 
this external confirmation that we are living 
our goal of being an open and accountable 
organisation.
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Charitable and community activities
I believe one of the measures of a healthy 
workplace is the extent to which we 
recognise our obligations as part of the 
wider community, as well as supporting 
charitable organisations. 

Over the year, reinvigorated social clubs 
across our many locations have arranged 
activities resulting in the donation of many 
tens of thousands of dollars to charitable 
causes, including Pink Ribbon Day events 
to raise awareness and support breast 
cancer research. 

The department continues to be highly 
ranked against other organisations in the 
extent of our Red Cross blood donations, 
with a convincing ‘win’ in the category for 
the highest number of donations in the 
public sector in Canberra for 2006. 

In December 2006, the department’s 
Workplace Giving Programme was 
launched by Tim Costello AO, the Chief 
Executive of World Vision Australia and 
myself. Since then, more than $55 000 has 
been donated to 21 organisations selected 
by our employees including beyondblue, 
World Wildlife Fund, the RSPCA, Oxfam, 
World Vision and the Cancer Council.

I am also a White Ribbon Ambassador, with 
the responsibility to encourage other men 
to speak out for the elimination of violence 
against women. 

Conclusion

The 2006-07 year has been an intense 
effort within available resources to 
implement an ambitious change and reform 
agenda, introduce further reform initiatives, 
effectively manage an increasing case and 
client workload and develop and implement 
major policy initiatives. 

None of this could have been achieved 
without a strong and sustained commitment 
from all the department’s staff, often under 
considerable pressure. I am therefore 
pleased to put on record my appreciation 
for the efforts of all our staff, whom,  
I believe, have made 2006-07 one of the 
more successful years in the department’s 
history.

Andrew Metcalfe 
Secretary
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This anecdotal feedback is indicative of 
the quality of community and stakeholder 
confidence to which the department 
aspires. While there is a long history of 
working with third parties to develop policy 
and implement government decisions, 
building stakeholder relations was one of 
five strategic priorities in 2006-07.

Analysis of the department’s stakeholders 
highlighted the diverse nature of our 
engagement and the large number of 
individuals and groups who work with it.   
A central register was developed which 
allows easy and regular communication 
from the secretary and others with key 
groups of stakeholders and individuals.

Importantly for improved performance,  
the department’s stakeholder map forms  
a template which is now used throughout 
the department as an integral part of 
business planning. Plans for 2007-08 will 
map and analyse key stakeholders and their 
issues and roles in achieving objectives. 
This is a disciplined focus on a key business 
success factor and provides a consistent 
source of data for central analysis, update 
and improvement.

A stakeholder page on the department’s 
website now provides information on our 
activities, on the terms of reference and 
membership of our formal engagement 

structures and dates of their meetings.  
This site will be enhanced during 
2007-08. A mailbox allows for ongoing 
communication.

The secretary chairs a new high-level 
steering committee which oversees the 
agency-level activity and reviews the formal 
engagement structures in light of the map 
of stakeholders. While most stakeholder 
categories had clear lines of communication 
with the department, others did not.  
A range of options is being considered to 
enhance the department’s engagement 
programme in 2007-08.

For the first time a budget briefing was held 
for stakeholders. At the highly successful 
event the minister provided an overview of 
the portfolio initiatives, met stakeholders 
and answered questions. The event is 
likely to become a feature of an annual 
engagement programme along with 
ministerial consultations on the migration 
and humanitarian programmes, other key 
consultations and dialogues and the new 
Practitioner Information Forums to start 
each programme year. The first forums 
in four states are to be held in July and 
August 2007.

Staff were consulted in developing 
supportive high quality stakeholder 
relationships. 

Stakeholder engagement

I observed … consistently excellent dealings by departmental officers with clients. … noteworthy was 
the way in which people were treated respectfully, humanely, and fairly, and information was imparted 
very clearly and with commonsense. David Manne, Coordinator and Principal Solicitor, Refugee and 
Immigration Legal Centre, following a visit to the compliance area of the Victorian State Office.

An excellent example of how a government department should go about informing and listening to its 
non-government partners. Paul Power, CEO of the Refugee Council of Australia, following a Practitioner 
Information Forum.

... my colleagues have spoken highly of their contacts with DIAC staff, both nationally and locally, and of 
the consultative attitude of the whole organisation. ‘People Our Business’ is clearly more than a mantra. 
Dr Bruce Mackintosh, member of the DIAC Industry Stakeholders Consultations and spokesperson for 
the Group of Eight International Directors.
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At year end the material was being revised 
in light of comments from staff and 
external stakeholders. It had been used in 
leadership training programmes for more 
than 100 executive level staff.

While a start was made, the development 
of useful measures to monitor the 
effectiveness of our stakeholder 
engagement was not completed. Value 
Creation Workshops with a limited range 
of stakeholders in June 2007 revealed that 
much good work has occurred, but that 
there is still a way to go. 

Performance reporting in this area is seen 
as crucial to ongoing improvement and will 
receive priority during 2007-08.

A willingness to listen, to engage in robust 
dialogue and to be open to constructive 
feedback is crucial. Informal feedback at 
various levels and across wide areas of 
departmental work is that relationships are 
moving in the right direction but that the 
effort needs to be sustained if benefits are 
to be realised by both the department and 
its stakeholders.
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Following government endorsement of 
the recommendations of the Palmer and 
Comrie reports in 2005, the department 
commissioned reviews of its information 
needs, record keeping and information 
technology systems. The reviews identified 
wide ranging problems with systems, 
infrastructure and records management and 
led to the development of a business and 
technology blueprint for the department 
called Systems for People. The government 
announced the programme, valued at  
$495 million over four years, in the  
May 2006 Budget.  IBM was selected as 
the strategic partner for the programme. 

Systems for People uses information 
technology to improve departmental 
performance. It is one of the biggest 
business transformation programmes ever 
undertaken by the Australian Government 
with more than 250 projects identified 
for completion over the four years of the 
programme. It is based on service oriented 
architecture to ensure faster responses 
to business process legislation and policy 
changes in the future.

It is the largest component of the 
department’s ongoing change programme. 
It aims to improve departmental 
performance through the redesign of 
business processes, better management 
use of information and modern 
technological support.

Systems for People covers all aspects 
of the department’s operations. The 
department’s staff around the world provide 
services 24 hours a day, seven days a 
week. They must have ready access to the 
tools and support they need to do their 
jobs with global consistency. In 95 locations 
around the world the department’s diverse 
range of activities include facilitating about 
24 million passenger and crew arrivals each 
year at the Australian border, granting of 
Australian citizenship to more than 2000 
people each week and management of 
people in immigration detention.

Systems for People – a blueprint for the future

Systems for People introduces new, 
globally consistent business processes 
through a series of portals which are based 
on the key roles performed by staff in the 
department (for example, visa services, 
case management, compliance and 
detention services). Each portal provides 
for a single view of a client’s dealings with 
the department. Built in quality control and 
decision support tools mandate proper 
record-keeping practices and provides 
training and support. Clients can be 
assured that decision-making will be the 
same in Perth, Hong Kong or Melbourne 
and that the means of reaching that 
decision is clearly documented, understood 
and traceable.  

The first major release under  
Systems for People occurred on time on 
23 April 2007. The new portals introducing 
nationally consistent business processes for 
compliance and case management services 
included defined quality control points, 
mandatory record keeping requirements 
and an integrated view of all dealings with 
a client. At the same time changes were 
introduced to Australia’s border security 
business processes through the centralised 
movement alert systems.

At the end of 2006-07, major improvements 
to compliance, case management and 
detention services were ready to be 
introduced through the release of specific 
portals, along with the first changes to 
visa processing operations. More than 
2000 staff were also preparing to undergo 
training in the use of these portals. 

During the next three years, successive 
three-monthly change releases will 
progressively transform all aspects of the 
department’s operations.

The department’s intranet has also been 
upgraded and this provides the entry point 
for staff to the portals they need to do  
their jobs.
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At 30 June 2007, the delivery of the 
Systems for People programme was 
on time and on budget, with major 
improvements in place just 11 months after 
the programme commenced. This was 
a significant achievement given the short 
delivery timetable.

By May/June 2007, the equivalent of 
about 700 people were working full-time 
on the programme, comprising around a 
third each of departmental staff and IBM 
contractors, with the balance made up of 
other contractors. 

A critical factor to the success of the 
programme will be the ability to access 
highly skilled and specialist resources in an 
increasingly tight ICT labour market.

Overall, Systems for People in its first 
year is already starting to make a major 
contribution to significant business 
transformation and strengthened client 
service and business operations across  
the department’s diverse work around  
the globe.
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The Immigration and Citizenship portfolio is 
tasked with managing:

entry, stay and departure of •	
non-citizens

border (immigration) control and security•	

the settlement of migrants and •	
humanitarian entrants (other than 
migrant child education)

citizenship•	

multicultural affairs•	

ethnic affairs.•	

The portfolio comprises the department, the 
Migration Review Tribunal and the Refugee 
Review Tribunal (MRT-RRT). The tribunals 
provide independent merits review of 
departmental decisions to refuse or cancel 
migration, temporary entry and protection 
visas and report separately.

Role and functions of the 
department
The mission of the Department of 
Immigration and Citizenship is to enrich 
Australia through the well managed entry 
and settlement of people.

The department is responsible for achieving 
the following two outcomes:

Contributing to Australia’s society and 1.	
its economic advancement through the 
lawful and orderly entry and stay 
of people.

A society which values Australian 2.	
citizenship, appreciates cultural diversity 
and enables migrants to participate 
equitably.

The department’s business is:

managing the permanent and •	
temporary entry of people to Australia

enforcing migration law•	

successfully settling migrants and •	
refugees

Portfolio and departmental overview

managing the acquisition of Australian •	
citizenship

promoting the benefits of citizenship •	
and the balance between privileges, 
responsibilities, unity and diversity.

The department provides a range of 
services in Australia and overseas including:

assessing the character, health and •	
bona fides of applicants applying for 
entry into Australia

issuing visas for migrants and temporary •	
entrants, such as skilled workers, 
business visitors, students and tourists

managing the entry and departure of •	
people crossing the Australian border

meeting Australia’s international •	
protection obligations and contributing 
to the resettlement of refugees and 
those in humanitarian need 

deterring non-compliance with migration •	
law and locating, detaining and 
removing unlawful non-citizens

identifying and reducing irregular •	
migration, people smuggling, people 
trafficking and other immigration 
malpractices and fraud

increasing the ability of new permanent •	
residents, particularly refugees, 
humanitarian entrants and family stream 
migrants with lower levels of English 
proficiency, to participate in Australian 
life through settlement programmes 
including English language tuition and 
translating and interpreting services

promoting the value of Australian •	
citizenship

deciding applications for Australian •	
citizenship and making decisions on 
citizenship status

enhancing the understanding of •	
Australia’s democratic structure and 
principles and maximising the benefits 
of Australia’s cultural diversity within a 
framework of national unity.
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Legislation
The department administers the: 

Aliens Registration Repeal Act 1984 •	

Australian Citizenship Act 1948•	  
(replaced on 1 July 2007)

Immigration (Education) Act 1971 •	

Immigration (Education) Charge  •	
Act 1992 

Immigration (Guardianship of Children) •	
Act 1946 

Migration Act 1958 •	

Migration Agents Registration •	
Application Charge Act 1997 

Migration (Health Services) Charge  •	
Act 1991 

Migration (Visa Application) Charge  •	
Act 1997

Migration (Sponsorship Fees)  •	
Act 2007 (commenced 28 June 2007).

This legislation (that is, the Acts and their 
associated regulations) is publicly available 
via ComLaw (www.comlaw.gov.au), the 
legal information retrieval system owned 
by the Australian Government Attorney-
General’s Department. With the exception 
of the Aliens Registration Repeal Act and 
the Migration (Health Services) Charge Act, 
the legislation is also in LEGENDcom which 
can be accessed through the department’s 
website.

The DIAC Plan
In 2006-07, the department continued its 
commitment to a comprehensive reform 
and improvement programme introduced 
in the previous year as a response to the 
Palmer and Comrie reports. Part of that 
process involved launching The DIAC Plan 
2007-08 (successor to The DIMA Plan 
2006-07) which outlines the department’s 
future direction.

Strategic themes outlined in the plan are:

an open and accountable organisation•	

fair and reasonable dealings with clients•	

well trained and supported staff.•	

Strategic priorities for the year focused on:

implementing the•	  Systems for People 
improvements

implementing a major client service •	
improvement programme

building community and stakeholder •	
confidence

developing leadership and •	
organisational capability

implementing the Palmer Plus change •	
and improvement programme 
effectively.

As professional public servants, 
departmental staff adhere to the Australian 
Public Service Values and Code of 
Conduct. As a business with a specific 
focus for the Australian Government, the 
department values:

Teamwork – Working collaboratively to 
achieve departmental business outcomes. 
Valuing diversity, actively seek contributions 
and commitment to open discussions. 
Operating as a team.

Service excellence – Striving for excellence 
in the delivery of services. Listening 
to stakeholders and customers and 
developing service solutions that meet their 
needs. The department is committed to 
being responsive, accessible and delivering 
services to prescribed and publicly available 
standards.

Respect – Showing respect for clients, 
stakeholders and other staff. Remaining 
approachable and listening to understand 
individual needs.
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Openness – Remaining an open 
organisation, providing visibility and 
transparency of departmental processes. 
Listening and changing business practices 
based on feedback from clients and 
stakeholders.

Commitment – Staying committed to 
delivering government policy in a fair 
and reasonable way and constantly 
striving to improve policy and programme 
performance. Staying committed to 
other staff and supporting them in times 
of crisis–always going the extra mile. 
The department is also committed to a 
balanced work and personal life, respecting 
the needs of staff.

Advisory and consultative bodies

The following non-statutory bodies advised 
the portfolio during 2006-07:

the Refugee Resettlement  •	
Advisory Council

the Immigration Detention  •	
Advisory Group

the Detention Health Advisory Group•	

the Muslim Community  •	
Reference Group.

The department also consults with the 
Migration Agents Registration Authority 
(MARA) and represents the Australian 
Government interest in one company 
limited by guarentee, the National 
Accreditation Authority for Translators  
and Interpreters Ltd.

Changes
On 30 January 2007, the name of the 
department changed from the Department 
of Immigration and Multicultural Affairs 
to the Department of Immigration and 
Citizenship.

At the same time, the Hon Kevin Andrews 
MP replaced Senator the Hon Amanda 
Vanstone as the minister responsible for 
the portfolio. The Hon Teresa Gambaro 
MP replaced the Hon Andrew Robb MP 
as paliamentary secretary before being 
appointed Assistant Minister for Immigration 
and Citizenship on 21 March 2007.  
The Migration Review Tribunal and the 
Refugee Review Tribunal were reconstituted 
as a single administrative entity from  
1 July 2006.
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Figure 1: Organisational structure at 30 June 2007
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Figure 2a: Outcome 1 output structure
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Figure 2b: Outcome 2 output structure
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The department’s budget was increased 
in 2006-07 to allow for the continuation of 
the reform agenda following the Palmer and 
Comrie reports. This enabled continued 
emphasis on client service and supporting 
our staff and the first full year of the delivery 
of the Systems for People programme. 

Recognising ongoing financial pressures 
on the department, the Minister for Finance 
and Administration approved an operating 
loss for the department in 2006-07.  
The department put in place a number of 
measures to minimise this loss, resulting 
in an actual operation loss of $40 million 
against an approved loss of $55.4 million.  

The loss was attributable to cost increases 
resulting from:

growth in the number of students •	
entering the country

an increase in the volume and •	
complexity of the migration caseload 
relating to family and skilled migration

an increase in the proportion of difficult •	
and complex cases in the refugee 
caseload

an increase in citizenship applications •	
in anticipation of new citizenship test 
coming into effect in 2007-08.

The department has an agreed funding 
model with the Department of Finance and 
Administration (Finance) which provides 
additional funding for both growth in 
workloads and verifiable increases in the 
cost of outputs. The department and 
Finance are currently finalising increases to 
the department’s funding in 2007-08 and 
forward years, resulting from the 2006-07 
activity and cost increases.

Summary of financial performance

Variations from the  
Portfolio Budget Statements
The department received additional 
appropriations for measures announced 
since the 2006-07 Budget and other 
variations though additional estimates. 
Details of these variations and their impact 
on the appropriation bills by outcome are 
explained in the PAES for 2006-07.

The department’s output structure was 
reviewed for 2007-08 and does not 
align with the 2006-07 structure. Budget 
information for 2007-08 is available in the 
PBS for 2007-08.
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Table 2: Resource summary

Budget1 
2006-07 
$’000s

Actual expenses 
2006-07 
$’000s

Outcome 1: Contributing to Australia’s society and its economic advancement through the lawful  
and orderly entry and stay of people

Total administered expenses (including third party outputs)  83 467  81 107

Price of departmental outputs

Output 1.1:  Migration and temporary entry  397 591  428 233

Output 1.2:  Refugee and humanitarian entry and stay  59 871  77 627

Output 1.3:  Enforcement of immigration law  519 379  520 844

Output 1.4: Safe haven  332  903

Output 1.5: Offshore asylum seeker management  69 622  51 501

Total Output 1  1 046 795 1 079 108

Revenue from government (appropriation) 
for departmental outputs

 1 009 365  1 009 365

Revenue from other sources  37 430  33 715

Total price from outputs2  1 046 795 1 043 081

Total for Outcome 1 (total price from outputs and 
administered expenses) 

 1 130 262 1 124 188

Outcome 2: A society which values Australian citizenship, appreciates cultural diversity and enables 
migrants to participate equitably

Total administered expenses (Including third party outputs)  190 892  192 428 

Price of departmental outputs

Output 2.1: Settlement services  105 982  100 730 

Output 2.2: Translating and interpreting services  14 676  15 844 

Output 2.3: Australian citizenship  51 935  58 596 

Output 2.4: Promoting the benefits of cultural diversity  19 401  22 287 

Total Output 2  191 994  197 457 

Revenue from government (appropriation) 
for departmental outputs

 175 198  175 198 

Revenue from other sources  16 796  18 272 

Total price from outputs2  191 994  193 474 

Total for Outcome 2 (total price from outputs and 
administered expenses) 

 382 886  385 902 

Outcome 1 2006-07 average staffing levels 5 994

Outcome 2 2006-07 average staffing levels 976
Full year budget including additional estimates. 1.	
Total revenue from government and from other sources.2.	




